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More Than Half Of Cable Users And Almost Two-Thirds
Of Satellite Users Have Internet Access.

% Subscribe To Internet Access
Change Since '00
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On Average, 8% Of Cable Households Subscribe To High-Speed
Access From Their Cable Company, Rising Slightly From Their

Previous Levels Of Penetration (7%).

% Source of Internet Access: Cable HH
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Cable Modem Users Have Higher Household Incomes, Live In
Larger Households And Live In Suburban Regions More Often

Than Dial-up Internet Households.
Cable Modem Vs. Dial-up Internet Connection Demographic Differences
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Cable Modem Users Are Significantly More Satisfied
With Their Cable Companies Than Subscribers That

Use A Dial-up Internet Connection.

Cable Modem Vs. Dial-up Internet Connection Satisfaction Index Among Cable Households
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On Average, One In Four Cable Users Is Interested In Subscribing To
Cable Internet Access Within The Next 12 Months.

% ExtremelyNerylSomewhat Likely To Subscribe To Internet Access With Local Cable Company:
Next 12 Months If High-Speed Access Offered""
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On Average Twice As Many Satellite Users Report Visiting
Their Providers Website As Do Cable Users.

% With Internet Access Who Have Visited Their Satellite/Cable Providers Website In Past 6 Months:
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Information On Additional Services Is The Reason For
Three-Quarters Of The Visits To Both Cable And Satellite

Carrier Websites.

"Ia Reasons For Visiting Cable/Satellite Provider Website'

Information On
Additional
Services

Contact Customer
Service

Pay Bill

Review A Bill

73%

~
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o
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w
wwo

• Among those who visiled Cable/Satellite TV provider's website in past 6 months.

Source: 2001 JOP&A Cable/Salel.'. CSI ShJdies 103
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Customers That Visited Their Satellite Providers Website Are
Much Happier With The Site Than Cable Customers Are With

Their Cable Provider's Site.
%"Top 3 Box" Satisfaction With Satellite/Cable Providers Website:

51%

28%
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Almost One-Half Of AT&T Cable/Broadband Customers Are
Aware Of Mergers Affecting Their Cable Company...

% Of HHs Who Report Being Aware Of CablefSatellite Provider Experiencing A Merger:

49%

30% 30%
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·..More Than One Half Of DirecTV Household Report Experiencing
Some Type Of Change In Their Service, Positive Or Negative, The

Highest Level Of Any Company.

% Change In Cable/Satellite Service As A Result Of Merger-:

....10.
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CobloO.. DI...TV Charter Adelphia Insight Cox AT&T ANerogo ClHl'I:lIlI T.... Warner

I_POSiIiW Change DNegatiloe Change aNa ChangeI
• Excluded Cable One and DISH Network due 10 insufficient sampk! size

Source: 2001 JOP&A Cable/Satellile CSI Sludies 107 Copyright 2001
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The J.D. Power And Associates Customer Satisfaction Index Is
Developed From A Three Step Methodology

Battery Of Customer Satisfaction Questions

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~

• Cost Of Service • Credibility/Billing· Program Offerings
·Equlpment & Service Capabilities· Customer Service • Reception Quality

• • • • • •
Factors I Dimensions Of Satisfaction

Data R~duction1. Factor'
Analysis,

, , t t t t t t
~

Q
Q
......
W
W
W......

Establish Importance Of Factors Relative To
Overall Satisfaction..

Combine Weights & Factor Scores Of
Respondents..

INDEX

2.Regre~sion .
Analysis,

3. As~emble' .
" Index

SOUfce 2001 JDP&A Cable/Saiellile CSI Studies 110 Copyright 2001



Example Of How The J.D. Power And Associates' Customer
Satisfaction Index Is Calculated

...a.
o
o
.......w
w
w
00Factor 3

Factor 2
- - -------- -

----------_-:.--

The Company's
Reputation

I .Step 1. FactorAnalysis I
Attribute Specific Factors
Examll.!! Question Identified

Attribute 1 -- - _
Attribute 2 ----. -------- ---.- Factor 1

Attribute 3
Attribute 4
Attribute 5
Attribute 6

::; Respondents answer a battery of specific satisfaction attribute questions
measuring satisfaction level

::: Like attributes then are grouped into unique factors or dimensions using a
technique called factor analysis

Source 2001 JOP&A Cabte/Satellite CSI Studies 111 Copyright 2001
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Example Of How The J.D. Power And Associates' Customer
Satisfaction Index Is Calculated

I Step 2. Calculating Attribute Scores I
Attribute 1

"Company's Reputation"

~

o
o
.......
www
U)

Copyright 2001

Average=

Outstanding = 10

G) ~ - - - - - - - - - Respondent's Score

8

7

6

5

4

3

2

Unacceptable= 1

::: Resoondent's answer is converted into a numeric value
Source 2001 JOPlA Cable/Satellite CSI Studies 112



Example Of How The J.D. Power And Associates' Customer
Satisfaction Index Is Calculated

I Step 2. Ca!culatingAtttibute·Scores ' ,. I
Respondents attribute ,

-",
score for attribute 1: 9 , Calculation of respondent's 0,

attribute I score: 0
Mean score of all , .....,
respondents for

,
W,

attribute 1: 7.8
, 9·7.8 W,

X 20 + 100 =116
1.5 oIllo

Standard Deviation: 1.5
,

0,,,
Scaling Factor: 20

::: Each respondent's score for a given attribute is then averaged together

::: The Standard Deviation is computed

,'. A Scaling Factor is determined

, Respondent's score for that attributc is calculatcd

Source 200 1 JOP&A Cable/Salelhle CSI Sludles 113 Copyright 2001



Example Of How The J.D. Power And Associates' Customer
Satisfaction Index Is Calculated

I step 3. Regression Analysis I

Derived
From Factor

Analysis

j._d .->

Attribute Wei9l1l§.

Attribute 1 weight 20%

Attribute 2 weight 30%

Attribute 3 weight 50%

..............,....~...

.................

..~ ....,

Factor Weights

~

oo
......
w
w
~
~

::: Attribute weights are derived from Factor Analysis

:: Using a technique called Regression Analysis, the impact of each factor of
satisfaction is calculated

, Those factors which have the most impact are the greatest "discriminators" of
overall satisfaction and are expressed as a % of overall satisfaction

Source: 2001 JDPlA Cable/Saldi. CSt Sludies 114 Copyright 2001



Example Of How The J.D. Power And Associates' Customer
Satisfaction Index Is Calculated

I Step 4. Calculating FattorScores I

""""o
o.....
w
w
.p..
~

108.:r....
.'.,'

Copyrlghl2001

X 211 + 1011; 1f19 X .:'i ; :'i:'i

x 20 + ifill; 1f12 x ..1 ; .111

8 -7.5
1.1

7 - 6.9
1.2

Attribute Attribute
Score Weight

9 - 7.8 X 211 ~ ifill; 116 X .2 ; 2.1
1.5

115

Respondent's
Factor Score

:: Index scores are then calculated for each attribute in that factor

::: Attribute weights are applied

::: Attribute index score are multiplied by the weights and a respondent's factor score
is derived

Calculation Of Respondent's Attribute 2
Score:

Calculation Of Respondent's Attribute 2
Score:

Calculation Of Respondent's Attribute 1
Score:

SCllnce: 2001 JOP&A CableJSalelWe CSt Sludtes



Example Of How The J.D. Power And Associates' Customer
Satisfaction Index Is Calculated

Step·5. CalculathigThe Overall Satisfaction Index

....Ii.

Factor Weight Factor Weight Factor Weight Onntll I 0
01 1 2 2 3 3 Slitisflirlinn Srnrc ......
W

(106 X .3) + (105 X .4) + (96 X .3) = 103 I W
~
W

':: An overall satisfaction index score is then calculated by applying the respective
factor weight to each respondent's factor score

Sou'ce: 2001 JOP&A C8ble/Salel~l. CSI Sludtes 116 Copyright 2001



The J.D. Power And Associates Approach For Analyzing Customer
Satisfaction Is To Examine The Three Levels Of Measurements Built

Into The Index

• Cost Of Service • Credibility/Billing· Program Offerings
·equipment & Service Capabilities· Customer Service • Reception Quality

INDEX
t

Examine Overall Index Score Relative To
Competition

t
. Factors I Dimensions Of Satisfaction

[Q

• • • • • •

~

oo......
w
w
t

~
Examine Factor Scores And Importance Of

Factors Relative To Overall Satisfaction

• • • • • •Question Answers Converted To Attribute Index Scores

~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~~
For Each Factor, Examine Attribute Index Scores
(Which Add To The Respondents' Factor Score)~

Source: 2001 JOP&.A Cabfe/SaleIMe CSI Studies 117 Copyright 2001
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2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

• Sample And Methodology.
The study was conducted in two phases as follows:

Phase I

A screener was mailed to a total sample of 200,000 households, randomly selected from the NPD
Consumer Pane'· of approximately 330,000 households. The key objectives of the screener were to:

• Establish cable/satellite TV usage, and;
• Identify the primary provider of cable and/or satellite TV service.

A total of 103,569 usable screeners were returned.

Phase II

A twelve-page mail questionnaire was sent to a randomly selected sample of consumers who
indicated that they had cable and/or satellite TV service. The sample was defined as follows:

• An overall sample of 6,163 households was selected. This sample was divided into 14 groups,
based on cable or satellite carrier. A random sample of 450 respondents per group was
selected to be included in this phase.

~

o
o
........
w
w
~
0')

Copyrighl2001119

Each group of households was balanced demographically to represent the universe of each
carrier as defined by the screener. Questionnaires were mailed in late March, 2001 and were
addressed to the key decision-maker responsible for selecting the cable or satellite TV service
carrier in the household. Each returned questionnaire was validated for completeness, correct
carrier and decision-maker names. A total of 4,167 usable questionnaires were received when
the field closed at the end of May, 2001, representing a response rate of 68%.

• See page A&R I in Ihe "Analysis & Repor1ing" sedion lor more delaijs on panel



2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

• Sample And Methodology.

Questionnaire Contents:

The questionnaire with accompanying cover leller was sent to each household in the sample and
included the following topics:

Overall Opinion of Cable/Satellite TV Provider

Customer Satisfaction With Cable/Satellite TV Providers On 40 Attributes

Cable/Satellite TV Switching Behavior

Satisfaction With Customer Service Experience

Evaluation of Digital TV Usage

Evaluation of Internet Usage

Evaluation of Current Cable/Satellite TV Provider Website

Bundling Services

Demographic Characteristics/Incidence

......
o
o
......
w
W
-I=lo......

120 Copyright 2001
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2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

.. Analysis And Reporting ..

Balancing of Household Profile

The NPD Consumer Panel, from which the sample was drawn, consists of approximately 330,000
households. Within this household universe, a continuous maintenance program is maintained to
yield a nationally representative return sample. This panel is balanced on six demographic,
socia-economic and geographic variables to renect total U.S. household composition. These six
variables include:

Household size
Household income

Age of householder

Socio-economic status
Education of householder
Region and market size

~

o
o
.......
w
w
~
<0

Copyright 2001122

Research has shown that each of the above variables has been identified as being significant
societal segments that drive consumer behavior. By establishing these criteria, the returns and
responses from the panel are not subject to bias by under-representing or over-representing a
specific target group such as single householders, which tend to have a lower response rate. The
balancing targets are based upon statistical packages using data from the Current Population
Survey of the U.S. Census Bureau.



2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

.. Analysis And Reporting ..
Weighting of Data:

The data in this study has been weighted to reflect the 80 million households' who subscribe to
cable or satellite TV service, as well as the percentage shares of each carrier, as obtained in the
screener. The percentage shares are detailed below:

Calb1. Calnt... a.lIIl11111 Calm...

~ %

Adelph,a 86 DirecTV 582

Americasl 09 DISH Nelwol1< 33 1

AT& T Cable/Broadband 21 1 Other 87

Cable..ts'on 6.3

Cable Dlle 14

Charter 9.4

Comcast 11.7

Cox 8.8

Insight 1.5

Me<2iacom 14

RCN 0.5

lime Warner 172

Other 11 2

• Soun:e Fedefal COfTVTlUnicalions Commission

123 Copyright 2001
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2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

• Analysis And Reporting.
Customer Satisfaction Index (CSI):

While the survey covers many areas, an overall index of crilical satisfaction components has been
constructed for the cable/satellite industry to simplify the review of the information. This Customer
Satisfaction Index (CSI) provides a single objective measure by which cable/satellite companies can
judge customer satisfaction among their customers particularly relative to competition. A total of 40
attributes were used to obtain the overall index for cable/satellite service. These attributes, along
with the relative weights associated with each attribute, were selected via factor analysis and
represent a balanced synthesis of customer experiences.

The Customer Satisfaction Index is a synopsis of the data collected through the Syndicated
Cable/Satellite Study and is a measurement of relative levels of residential consumer satisfaction.
For cable/satellite service, the CSI is based on six related factors. These factors are Cost of
Service, Credibility/Billing, Program Offerings, Customer Service, Equipment & Service Capabilities
and Reception Quality.

CSI Weighting

Response Weighting: The traditional industry approach of assigning values to responses is used in
the first weighting stage of the index. Rating scales are assigned positive values for each point. In
this study, a ten point scale with Outstanding to Unacceptable ratings have the following values
assigned:

• Outstanding =10

• Average = 5
• Unacceptable = 1

~

o
o
.......
w
w
c.n
~
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2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

+ Analysis And Reporting +
Relative Question Weighting: Once values are assigned to responses within a question, the
relative importance of each question is determined using factor analysis. Factor analysis is
employed as the first step because the original attributes used are not independent of each other.
In other words, an individual's experience and response to one question can clearly be affected
by an experience and response to another question. For example, there are several attributes in
the survey that are address the cost of service. There are also some that are related to billing - a
closely related concept. The issue of how much weight the cost of service and billing concepts
should have in the CSI, and how many variables or components it should contain, is determined
using factor analysis.

Sometimes not all variables are ultimately included in this type of analysis. Often variables are
deleted from the factor analysis procedure for one or more of the following reasons:

The question yields a low level customer response. As such, the sample size is not large
enough to measure customer satisfaction.

The question shows no significant variation across carriers.
The question bears little or no relationship to the other variables.

.....
o
o
......
w
w
(II
P\)

As a result, below are the six factors detailed below.

* The first factor (Cost of Service) is derived from five variables all highly correlated on some
aspect of the cost of cable/satellite TV service

Copyright 2001125

::: The second factor (Credibility/Billing) is derived from eleven variables all highly correlated on the
aspect of the companies' reputation, billing practices and honesty.



2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

... Analysis And Reporting ...

:1: The third factor (Program Offerings) is comprised of seven variables, which are all highly
correlated on some aspect of cable/satellite TV programming

::: The fourth factor (Equipment & Service Capabilities) is comprised of five variables, which are
highly correlated with equipment and installation issues

::: The fifth factor (Customer Service) is comprised of ten variables, which are highly correlated on
the aspects of the customer service reps and their timeliness

::: The sixth factor (Reception Quality) is comprised of two variables, which are highly correlated on
the aspects of picture and sound quality

The attributes are summarized into the six factors based on the results of the factor analysis.
Any indexed factor score for a carrier overall above 105 is considered significantly above, while a
95 Or lower is considered significantly below the industry average in the 2001 study. By using
indexed data, priorities can be readily set in exploiting positive areas and eliminating potential
weaknesses versus the competition.

......
o
o
........
w
w
(II
w
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2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

... Analysis And Reporting ...

Factor Weighting: The six factors derived from factor analysis are then used to calculate the overall
index score. Because one factor may have a larger or smaller relationship to overall satisfaction
than the others, weights for the six factors need to be determined.

Regression analysis is conducted with the overall satisfaction question in this survey to determine
what these weights would be.

Relative Importance in Predicting Overall Customer Satisfaction In the Residential
Cable/Satellite Industry

Factor Weights

Factors/Component Measures: Overall

Cost of Service 24%

Credibility/Billing 23%

Program Offerings 21 %

Equipment & Service Capabilities 14%

Customer Service 10%

Reception Quality 8%

....
o
o......
w
w
U1
~
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2001 Syndicated Residential Cable/Satellite TV Customer
Satisfaction Study

+ Analysis And Reporting +

Uses & Restrictions Of Information

The information provided by this study is solely for the internal use of each participating company.
This means that participating companies must carefully control the dissemination of the study
findings within their own organization and among their contractors to prevent the inadvertent
release of the information. Information from this study may not be reproduced, sold, given,
loaned or quoted to non-participants without the expressed written permission of J.D. Power and
Associates.
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+

""·w..&x I E079-1
0.01

,..
9·10

I I·j)

Who In your hOusehold decides ....hich provlcler 10 use for CablelS,telhle TV ~r ... i4:es" C"X" ONE BqX)

Female head of household.
Male hud of household ..
80lh female and male head of household...

Other hou5eh.old membtr .

o 1-14

O,
0,
o

THIS SLJRVEY SHOL1.D BE FILLED OUT BY THE Pt:RSON IN THE HOl:SEHOLD WHO
IS RESPONSIBLE FOR DECIDING WHICH PROVIDER IS USED IN YOUR HOUSEHOLD

FOR CABLE/SATELUTE TV SERVICES.

ZJ.. Do you c:urrently subscribe 10 cable TV, sa.lelille TVrDBS) or both? ("X" Ol"E BOX)

C.:Ible TV Only.
SaleJlite TV(DBS) OnJ~
BOln ...

C I·I~

0:
o ,

., (SKIP TO Q.Ja)

., fCONTINlJE}

., (SKIP TO Q.Jo)

2b h cable TV ser.-lce available in your area. or not ~ ("X" ONE BOX)

Yes ..
~o

Dan"1 Know

o 1·16

0,
OJ

33 Which cable and/or $lIelJ!le n' company(s) does your household~ subscribe fa" (PLEASE ~X" OR
WRITE·IN THE. EXACT "CABLE ANDIOR SATELLITE TV" COMPANY ='IA1YIE(S) BELOW IN THE
SPACE PROVIDED PLEASE REFER TO YOUR BILL IF YOU ARE NOT SURE OF THE EXACT
NAME. IF YOU HAVE BOTH CABLE & SATELUTE TV. I~CLUDE BOTH NAMES}

SlielUle TV CRmpany NameCable TV ComRilDY Same

AdelphiJ Comrnunlc'l.Iions .. 0 I·P Falcon Cable ..
AmencOlSoI v.a Loc.al Insight Communicallons

Telephone Company 0 l Medixom Communicllions.
AT&T Cable Services Multimedia Cablcvislon ...

(fCU?ledlaOneJ 0, RCN ..
C.3.blevislon Syslenu. ... 0 Time Warner Cable ..
Cable One 0, Your Local Phone Company
Chance Communic:allons. 0 6 Olher (SPECIFY)

ComC1.S1 C3blc 0
Co ... CommuOlc,lUons 0 •

o 1-[1

o
o
O.
0,
o
o

o •
".

DirecT\'
Dish :"Ielwork (EclloSw)
Pegasus ..
Prlmestar by DirecTV ..
SlIpcrsW Suellllc ..
Other (SPECIFY)

o 1·2(1

o
o
o
0,

0,

IF CABLE ONL \". SKIP TO QA

Jb Do you receIve yOLlC 5.1lelll(e TV wvu:c dl~Clly from your ulcllilc TV provider or is il wpphed 10 you by
)'our local lelcpllonc comp:any'" ("X" ONE BOX)

+

Dlrec(ly from satdlilC pro\lder .. o 1·2~ From your local telephone compan)· 0,

+
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+ +

)c Who did you~ your sar~J1ile TV equiprnenl from? ("X" ONE BOX)

The s,1tellite TV provider itself.
An Independenl Slorl: seiling electrom.:s
Your local telephone company
Oliler

3.:1. Wh" I";ralled )'Gur i.lolellLlc T'.' ~qulpmenl'? i"X" ONE BOX)

The satellite TV provider ilself
An Independenl Slore selling elec!ronlcs
YOllr loe.! telephone company ..
YOLlrseJftfamjly member/friend ..
An Independent contractor you lured.
Olher (SPECIFY):

o •

IF SATELLITE TV SL'BSCRIBER ONLY. SKIP TO Q.7.
CABLE OR CABLEiSATELLITE SL'BSCRIBERS. CONTINL"E.

Ple.3se indlCJle ..... hlC:h of Ihe follo .... ing de~nbes ~our cable TV configuration on the TV your nouschold uses
most oflen" ~··X" ONE BOX)

Cable Ire directly (0 TV or VCR ....itbout U5Jng a set-lOp convener box. ..
C.:Ible Ire di~c!ly to TV or VCR usmg a sel-IOp converter bo..

o 1·16

o ,

53 Some cable' TV providc~ now offcr digllal serYICC to Ihcir cu:uomcrs. Digital ser.... ice is a ne\lo technology Ih:1t
offers a pacuge of channels lh.al you re<;eiye through a specIal convener bo~. IIllYes you access 10 morc
premium ch:Jnnels and P:Jy·Per· View movlcs and. eYcnts Does your cablc pro....idcr currcntl), offcr digital
scrYlcc' ("X" O~"E BOX I

Yes.
'\/0.
Dont Ino.....

o ,r .. (COr-iTINUEI

g;} .. (SKIP TO Q.601

jb Do you subscnbe to digiLai cable service" (O'X" ONE BOX)

Yes __ ..
."'0.__

Don·lk.no.......

.. (SKIP TO Q.6bl

.. (CO~"INUEI

6::1 As,"ul1\Jng illS aYailablc, how likely are you 10 changc your currcn! iefYlce to digital seNice from :wour currenl
cable proYLderisl In Ihe nell year or so? ("X" ONE BOX)

Deflnilcly changc .... __
PTobabl)' chlnge .
Might change.

o L·n
o
o

Probably nOl change
Deflnllel~ nOI change ..
NO{ sW"c •.

o
Os
O.

IF CABLE OS!.Y•.<NSWER Q.6b. OTHERS. GO TO Q.7

6b H.J\e you f:i.&B consl~mj subscribing to 5.alellitc TV SCf\;lce? eX'· Ol\"'E BOX)

Yes .. o L-:IO No .. 01

+

ALL CONTI~'l'E

2 +
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ApprO~lm:HeJy how Ion@: hil!> your household subscribed 10 cable and/or saicUM TV sen'i~ with vour curre:nt
provlderCsJ? ("X" O.'lE BOX U1\"DER EACH CATEGORY,IF APPLICABLE) .

Less Ihan j months
J to less than 6 monthS
6 months to lcs.s lhan a yeM
I year to less th:ln 2 years.
: )"cars to less than) ye:us
J )CUS or mote

Cable TV

c::; l·ll

o
o
o
o
o

Satellite n"
o I·}l

o ,
~

w

D.
o
o

Which cOIbleis.atet!itc TV servl..::e;pack.1ge does your household C"ulT'enqy subscribe to'? ("X" Of'l."E BOX
UNDER EACH TYPE OF SERVICE YOU CL:RRE~TL Y HAVEl

Bam Only (The minimum level of scr .... ice I can subscribe toJ

Expanded Bnlc ph..15 adduion31 channels for ""hleh I pJy e:ttra
Premium (The m3:llml1m level of service I can subSCribe [0)

C.bl.n· SateUil1: TV

0 I-ll 0 H~ -7 (SKJP TO Q.1O.J

0 0 , } -7 (CONTINt:E)
0 0 ,

9 What type of programnung channels and/or paclc.ages al[rac~d your household 10 subsaibe to s~,..,.ice pilckig~s

Olh~r than baSK cable/satellite: TV servIces? ("X" "'LL THAT APPLY)

Spons {ESPN. NFL, ~(L8. Golf. MSG, ~tc) .
MO"Il:" (HBO. Sho\1ilimc. STARZ. elc)_
Spec 1011 Inu:resl (FoodTV. Home & Garden, True!. Health. Home Improvement. elc.)
Chlldren's ProgrammIng (Disney. Nickelodeon. etc.) .
Multiple channels of free CD quality audiO mu~j~ ..
Access to a w Id~ varlet)' of sportS programs .
Many more: Pay·Per·Yie...' channels ...
ForeIgn Language ....
NewS & Finance (MSNBC. C~S, CNBC. CNMn. etC)
Cullun= (BRAVO. A&E, [Fe. Sund::mce. etc.) ...
Horne Shopping
On scr~n interactive programming guide.. . _..
Mulliple ch:mnels or premium nelworlts (for eumple. J 0 HBO's. 10 Showtlmes. etC.)
Olher

01-1'

o
o
o
o
o
0,
o
o
o
o 1.)6

0,
o
o •

10<:1 In <:In J,,'erage monlh. e:\c1udlng Pa~-Per-View mO"'les or even IS. 110..... much do )'01.1. pay on a IYPIC31

c3bl~S3lelllte bill?

(WRITE!:"'oJ S AMOU'fT ROUND TO THE NEAREST ~i S .00 I.. ·.. )

lOb. In an 3~erage momh. ho...... rn3ny Pa~·Per·Vie .... movies or evems. if any. does your hou~hold order"

(WRITE IN NU~BER)

(WRITE 1:\ :-.lUMBER)

MO ..... lES

EVE/iTS

IF "0" TO BOTH. SKIP TO Q.ll

10.:. H0...., does Ihls amounl of Ply-Per. View usage compare to a year ago") Would you s.ay you order Pay·Per.Vie w

mO\It'S .lnd e ...ents .. .(""X"O,'E BOX FOR EACH)

,!OVIES
~Iore aflen [han Ii yeM ago..
About [he same as. a year ago. _
Less otlen lhJn a year ago ..

o I-'J

0,
o )

EVE'lTS
Molt ofren 'han' y.... ago ..
.... boUI the same as a year ago.
Less often thin a year aso .

0,
0,
o •

+ WW.l,'l( 1EO"Q·I 3 (Please Corutnue On Next P2le) +
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IF YOU HAVE BOTH CABLE & SATELLITE TV, RATE YOUR SATELLITE TV PROVIDER

C '''1

o 'Ul

o
o

o

o
o
o
o

Outstanding
9 "

o

o
o
o
o

o

o
o
o

o
o
o
o

Average
J ,

C 0

c
o
o
o

o
o
o
o

'J

o

o

o
o
o
o
o

o
o
o

:-;0"'" ..... e would like you to rale: your cable/satellite: TV provider on srveral attributes. lislng;] I 1010 pOInt
scale. where "I" IS "Unacceptable". "10" IS "Oulsundlng" and ..y' l~ ··Ayerage". please n.ll: each of the
followmg illtnbutcs ("X" Or-.:E BOX FOR EACH STATEMENT IF YOU HAVE 80TH CABLE &
SATELLITE TV. RATE YOUR SATEL:"ITE TV pROVtDERi

Unacceptable
, , J

II.

Equipment lhat:5 CJsy 10 oper3tc (bo;o;cs. remoles)
Active In supponlng iCIIV,lIes and causes in your

COmmUnll;

K~ps service outages (0 a minimum

Cou of adding additional channels to ::,O:,Jr package.
Makes it easy [0 fmd something [0 .....atch

'Ill

(I ..

Offers rhe services you wan! In your area.
Offen. channels lhu )'QU like [0 '....alch as. pan of lhe

'·baslc c3blelsatelilte package ..
Tn~ COSI of adding senllct: to two or mor~ !.tIS.
ClarilY of ~cepllen..
Th~ \OIal C()~l of monthly s~rvlce

The inilial cost of install,uien of equlpmenL!sen'lce
Opllon:50_.

o
o
o
o
o
o

o

o
o
o
o

o
o
o
o
o
o

o
o
o
o
o
o

o

o
o
o
o
o

o
o
o
o
o

o

o
o
o
o
o

o

o
o
o
o
o

o
o
o
o
o

o

o :u)

o
o
o
o

o

o

Th~ compiLn)' '5 repul31lon.
The eoue of underslanding company c01Te:50pondenc~,

lIke bill insens and Olher company infonnallon.. 0
The av.nlablhty of a va1Jety of methods to pay your bill. Ci
The abilily to reslore service quick.ly aftC'S" lemporu)

Interrupl.lons or OUt.l~s ..... 0
Ke~ps you Informed aboUl new services or promOllons .. 0
The accuraC}' of )our monthly bill 0
Provides varlely of programmmg "packages" 10 choose

from to m~t ~'lewing needs

o
o

o
o
o

o

o
o
o
o
o
o
o

o

o
o

o
o
o
o

o

o
o

o
o
o
o

o
o
o
o
o
o
o

o

o
o

o
o
o
o

o
o

o
o
o

o

o

o
o
o
o
o

o

o I .. )

o
o I.. ,

o IUJ

o
o

o (IIi

lUI

lUI

l .. 1

The company's honolY With no gimmiCks. misleading
ads. or hidden charges 0

The compan:-s :l.bllJly 10 stand oetund the scr"'lce they
~ll. 0

T .mehness In malung adjustmems to :-,our bill 0
The C'3.S(' of undenl3ndlng your monlhly TV bill. 0

Pro"'ldeS gocd value 0
Is a tC'chnlc:a!lnnov310r In the Industry 0
The ease of ordenng '·Pay-Per· View" movieS/programs

such as concl:1'ts or sparling evcnts c:
Offers specl:a1 dlscounu on sClecl channels or free

speci:al e...cnls CJ

ConSlilcnlly dellvef5 clear reccpuon on.lI c.hanncI5,_ 0
The number of cn~nncls a ....llable.... 0
ProndC5 rcplaccTN:nt or lo;:ancr equlpmcR! Cl
Pro~'ldes local programminJ; (i.e. local ne.....s and we:lIlh~). 0

o

o
o
o
o
o

o

o
o
o
o
o

o
o
o
o
o
o

o
o
o
o
o
o

ODD

DOD
000
000
000
000

000

000

000
DOD
000
000

000

ODD
DOD
000
ODD
ODD

000

000

000
000
000
000

o (..,
o
o
o (UI

o
o
o "0)

o
o '10'
o
o
o

l~ USing ~ 1\0 10 paIRI scale......here '"]"' i5 "lJnacceplablc", "10" IS "Outstanding" and "S' 15 "Averaic", pleuc
ratc your gnraU experiegce wllh your cablcl!Lilclhtc TV provider. C'X" ONE BOX. IF YOU HAVE BOTH
CABLE &: SATELLITE TV, RATE YOLR SATELLITE TV PROVIDER ONLy)

UnacCCptable,

o o o o o o
Outstanding

"o (II)

IJ Whcn "'as lite I;:aSllImc you had any problcms or qucsllooS concermng :-,our ;able or satellile TV Sen·lce.
excludiag calls 10~ Pa)'·Per-View movleS/cvents? ("X" ONE BOX)

Les~ th;:an I monlh ago ..
J to lcss than 7 months. alo ..
7 manlln 10 less ahan 12 monttls ago.

01 .. :1 }g ~(COSn:-'TEl
A :-,eu ago or morc .... DO ,'} ~ (SKIP
"ever TO Q.I'a)

4 +
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IF YOU HAVE HAD EXPERIENCE WITH BOTH \'OUR CABLE & SATELLITE n',
RATE YOl'R SATELLITE TV PROVIDER

j ~a In 'he pa~( !2 monlhs. how many urnes hay!: ~ou contacted your cable or satellite TV provider with an)'
queSllons or problems with your service"'

+

(WRITI IN NUMBER) -7 (IF ''0'', SKIP TO Q.17.1 ,46",,',

14b. Ho..... m.lny of these conlaC"l~ concerrung your ques.tlOns or problems .... llh your cable or satellne TV SCI"lice ......ere
complete!) res-ol 'oed on the lelepnone by an au[arna~ed response syslem?

(WRITE 1\' ",UMBER)

J4c And ho..... m:1ny limes did yOU speak: wllh J CUSlomer 5cr"lce ~reSent.11i...e direclly about a question or problem
wllh your cable or s,ucllilc TV service:

(WRITE IN NUMBER)

14d Wt\l::h of the follo .... ing prOblems or quesllons hayc you had wilh your cable or satellile TV service in Ihc past
12 months? ("X" ALL THAT APPLY)

o
0,

o •
['

Temporary outages (less than I hour).
Change lype of programnung pad.age
Add additional channels to eAlsting package.
Drop channels from e,\lsling p::lckage
Add addillonal TV,i 10 serVlC~

Equipment problems Viith converter bolJ
remOle conuol ..

Add cable rnodemllnlernel acces~

Upgrade/change iC"/"vlce to dllilal..
PtubJemsllssl..lCS Viith cable modemllntemet access 0

E,\tenaed outages (more than I how) .
[nilallaliOn of ne ..... cable/uteliite service
Billing.....
Servl~feacures offered ..
Rates too h1lhlr:aised r.!IIes ..
Reques.t i service call. ..
Add phone service .
Problems/Issues with phone service
Pay-Per. Vie... Movies_
Pay-Per- View Events.

o III

0,
0,
o •
o
o
o
o
o
o

IF YOU HA VE HAD EXPERIENCE WITH BOTH YOUR CABLE & SATELLITE TV PROVIDERS,
RATE YOUR SATELLITE TV PROVIDER

153. No"'" ..... e have some quesllons aboul your rom! rec:enl Cw,lOrner service experience with or pcn::epuons of your
CablclSacelliu: TV prol/ider. Using a I to 10 point scalI:. wheT!: "I" is "L'naccep1able", "10" is ""Ou15Landing"
and "5" IS "A "erage", please ~le each of the following anribl,lles. ("X" ONE BOX .",CROSS FROM EACH
AITRIBUTE. IF YOU HA VE NOT CONTACTED THE CUSTOMER SERVICE DEPARTMENT.
AI'SWER BASED OIS WHAT YOU'VE SEEN OR HEARD)

L nacCeptable Avera,e Outstanding
, , ) ) • • "

Has couneous cuslomer service representatives. 0 0 0 0 0 0 0 0 0 0 (UJ

COiIn eel through to customer service Without beinl put
on hold or lr.Insfmed 10 d.iflerenl depanmc:nts .._.. 0 0 0 0 0 C 0 0 0 0 ~ 11)

Has If:nowledeeable customer servIce representatIves. 0 0 0 0 0 0 0 0 0 0 !ul

The ablht)' \0 resell/e }'our serYice iuues in 3 timely
m:lnner .. C 0 0 0 0 0 0 0 0 0 lui

Promptly makes changes (0 your ser.·lce when )'ou
requesl them ................. 0 0 0 0 0 0 0 0 0 0 (IIJ

Thoroughness of informal ion provided. 0 0 0 0 0 0 0 0 C 0 ,u'
Hu cUSlomcr service reprcse:nl3Iives who a~

0responSI .. e to my question or problem.. 0 0 0 0 0 0 0 0 0 'u'
Has:J. user-friendly automated response system. 0 0 0 0 0 0 0 0 0 0 ,u)

Has convenIent cuslomer servIce houn 0 0 0 0 0 0 Cl C 0 0 , .. I

The lime It takes. to reach a customer ~vjce
re:preSc.nla11ve . 0 0 0 0 0 0 :J 0 0 Cl ,u'

llb L sIng a I 10 10 pOint scale. where "I" is "UnKceptable". "10" is "OulStanding" and "S" IS "Average", please
roue your oven.J1 upcnences wilh the c!1Stomrr urvicc provllfed by your cablel.sa.lelhte TV provIder ("X"

O;o;E BOX IF YOU HA VE BOTH CABLE &< SATELL/IE TV, RA TE YOUR SATELLITE TV PROVIDER
~

A"eTage, .Lnacceplable,

o o o o o o o o

Outstanding

"o
IF 1 OR MORE CONT ACTS 1:\ Q. I.C. CONTll\1.IE. OTHERS SKIP TO Q.l7a.

+ v.-W~1( IE079.1 5 (Please Continue On Nell Pale) +
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16a Now I would like you LO think: aboullhe lasl lime you conl:LCu:d your cable or s.3tellirt TV IC'rvicc's customer
~er'''lce department. What problem or queslLon besl je~cnbes the rcuon for your last (oq13ct wilh your
C.1blelS,uellJtt TV provider ("X" AU THAT APPLY)

Te:nporary aUlages (less than I hour)
Change rype of prograntmJnl pad:.age ..
Add addillonaJ channels 10 ell,lsllng package

Drop channels from enSl1"g package.
Add addllionaJ TVs [0 servlce' ..

Equlpmenl problems wilh convener box!

remole control..
Add cable modcmllOlcmct access
Upgrade/change serVice 10 d1llU.l
Probl~lle5 ..... Ith cable mC/demllnltrnet access

o ,-oJ
o
o ,
[j •
0,

o •
o
0,
o ,

ExtendJ:d oUlages (more than i hour~... ..0 I-M
InsLall;;lUon of ne..... cablelsa'lelluc scr"lce 0
Billing.... . 0 ,}
Scrv lcesiieuu~offered.. . 0
R;l.tes toO hlglv'ralSCd rales..... 0
Requesl a service call. .. 0
Add phone ser'iitt ...... 0
Problems/Issues with phone serVice 0 I

Pay-Per· Vie MOllles _ 0 9

Pay-Per· VIew E ents. .. 0 0

16b Was the first contact about your cable or satellite TV ser"'lce :Ible 10 resolve your question or prob)em~ ("X"
ONE BOX)

First contact resol"'ed question/problem.
Tr;snsferrtd _..

.0 1_6J

o
16c was lhe quesllon or problem .... irh your c.:J.ble or saleHilC T\' service rr:soh'ed in a umcly manner? ("X" OI\"E

BOX)
Ye~ . o ,., o ,

Itid How many COn!aCI~ did It lake to resel ..'e your mos! recenl ca.ble or ~tellite TV ser'iice questlon or problem"

(WRITE IN 'UMBER OF CONTACTS) 169·70\ Problem was not resol ved. Olin;

17'1 My nell fe ....· queslions are aDout any e1perience you have had ....·Ith tbe cablc:lsaIellite: leTVice [echniclans. In
Lhe past year, did }'ou ha"'e.:ln in-house serVice call or installation of new servicc?

yes ....

No

o ]·71 .. (CO:O<TIN1!E)

(SKIP TO INSTRUCTIONS
.. BEFORE Q.I8&)

17b Can yOu please des.cflbe the roson far the most recent in-home service or installation call? ("X" ONE BOX)

Addcd addilional oullelS for addilional TV's .

Changed s.eT'Vlce from analog to digital
Changed service from dlgilal back to analog ...
EXlended outlges (more than 1 hour)
Installed cable TV .... lthOUI set top box ..

Instilled high speed lnlernel access
Installed phone servIce.

Installed S&l.ellilc ...
Installed sel lOp box
Problems ..... ith equipment..
Problems With reception ..
Reconnected cable service

Olher (SPECIFY)

o I·n
o
o
o
o
o
o
iJ
o 1-7]

o
0,
o

0, ,..

}
.. (SKJP TO INSTRUCTIONS

BEFORE Q. 180)

Less than I month ago
I to less [han 7 monlhs ago.
7 months (0 less than 12 months ago ..

A "e:lf aco or mort' ..
:,\e ...er.

And .aboul ho ..... long ago ..... as [hal SCHlee or instaLla.!ion compleu:cP ('"X" ONE BOX)

g:.lO }.. (CO~TINUE)

o •
0,

17d Did the CabJc:lS.:J.lellite company contact you pnor 10 the amvIJ of the Icchnlr;ian? ("X" O:'iE BOX)

Yes ..

'le.
Dorl'lkno.....

o 1.16

o
o

+ 6 +
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17~. Now we t1.3....e some questions about your mos! [cceQ[ Insta(]3lion or home sen-ice cx.perienee with your
CableJSau:lhtc TV pro'a'lder Irchnll:lan. Using a Ito 10 poinl scale. wh~ "I" is "UnaccePlablc", "10" is
''Outuanding'' and "5" is .. A...eragc". please rale the cable/satellite TV provider techniclall [or each IClnbytc
Iiued below C"X" ONE BOX ACROSS FROM EACH AliRIBUTE.)

Unao::eptable Avenge Ouwandlng, , 3 , • , "
TechnICIan am'/.ng for !OCT";]':' ... t"':n prarrusu:!. ~ 0 0 ~ ~ 0 0 0 0 0~ ~ ~ fU'
Convenience of $er...icellns~Hallon hour.i .... 0 0 0 0 0 0 0 0 0 0 ru'
TechnIcian leaving the work area clean .... 0 0 0 0 0 0 0 0 0 0 /UI

Technicl:ln t:lking (he lime to clplain the problem or
new produci operalion . 0 0 0 0 0 0 0 a 0 a fU'

Providing replace~n(or loaner eqUlprncnt when needed. a 0 0 0 a a 0 a 0 0 l..1

Technician checks 10 ensure senller or nc"," Inslallation
works properl y" .. 0 0 0 a a a a a 0 a ,Ur

Technician spending [he lime necessOU)' to answer aJl
your queSllons .. 0 0 0 a a a 0 0 0 0 (U!

ProfeSSional appearance of the ItthniCl,ln 0 a a a a a a a 0 0 In)

Couneous manner of Ihe lech.nl(:ian . 0 0 a a 0 a a 0 a 0 lU)

17f. USIng a 10 pomt SoCale. where "I" is "Unacceptable", "'0" is ""OulStanding" and "5" is "Averagc", please rare
your o\erall expenence wilh your m0S! reccnt Installation or nome service e:tpericnce with your Cable/Satelli(e
TV providcr lcchnlclan'? ("X" ONE BOX)

UnllCcepcable Average Outstanding, , • "0 0 a 0 a a 0 0 0 0 (Ul

IF YOU HAVE DIGITAL CABLE SERVICE CONTImJE. OTHERWISE SKIP TO Q. 19.

Ih. You mentioned thai. you subscribe to digital cable 5Cf'vice from your cable TV provider. Approxlmalcly flo""
long hu your household subscribed 10 dilital cable service from that provider'? ("X" ONE BOX)

Less than 3 months. . _. . 0 1·20&

J 10 Jess than 6 months 0
6 m;)nths to Jess !.han a year Cl
I year 10 less than 2 years. 0 •
2 years or~ _... 0
Don'( tnow. 0

ISh No"" .... e would like you (0 rate your e"perience to dale wilh each of lhe followin& fUIUTeS of your currenl
digital scnice. USing a 10 poinl scale, where "I" is "\)nacce;lIablc", "10" is "OulILlnding" and "5" is
"Altcl"1gc", pleasc rate your cxperience with digital service provided by your cable providcr. ("X" ONE BOX
ACROSS FROM EACH ATTRIBUTE.)

Unaccepc.able Avcralc Outstanding
, , 3 S • , , '0

Ease of ordmn& Pay·Pcr·Vie..... movies or cYentslspcc:ials .. a 0 a 0 0 a a a 0 0 fUJ

The selcclion of Pay-Per. Vie..... movies. 0 a 0 0 a a 0 a 0 0 (UI

The nLlmber of Pay·Per·Vic.... movies being offend .. 0 0 0 0 a a 0 0 0 a ru,

The selection. of Pay·Per·View evCf11S or specials. 0 0 a a 0 a a 0 a 0 Ill'

The nLlmber of Pay· Per· Vtev.- eyents or specaals being
offered.... 0 0 a a 0 a 0 a 0 a lui

Ease of US1nl the onsCfccn channclguide .. 0 0 a 0 0 a a 0 0 a ru'
Usefulness of Ihe onser=n dunncl guide 0 0 0 a a a a 0 0 0 (Ill

The sdcclton of Oilital music channcls ................. 0 0 0 0 0 a 0 a 0 a fU,

Thc 5clecllon of premium channels .. a a 0 0 a a a a 0 a \u)

The number of prCmJum channels. 0 a 0 a 0 0 0 0 0 0 (Il)

The piC:1Uf"t' quali[}I of your d.i,ltal serVIce. a a 0 0 a a a a 0 a lU)

The selCCllon of sportS programnunl/evcnls. avaJ1able to

you. 0 0 a a a a 0 0 0 a ,u'

Thc numbn of spom prop-amrran&,cvcnts being offered .. C 0 0 a a a a 0 0 a ,u'

The sound qualny of yow digiLal service ... 0 a a a a a 0 0 a 0 fur

The ~liabilJly of your dieltaJ lef'\llce (e.,. blackoutS.
oUlaleS) .. 0 0 0 0 0 0 0 0 0 0 lll'

18c. Usmg it I 10 10 polnl sc::ale, where" I" is "Unacceplablc". "10'" IS '"Qumanding" and "5" is ""'veragc", plcOlSlC
rale your overall eXperiencc with your di&;llaJ service in [enTlS of valuc for the money? ("X" ONE BOX)

Unacceptablc Avcraa:e Ouwandml
f , • "0 0 a 0 a a a a 0 0 , •• 1

+ WW4X I E079-1 7 (PlCilSe' Coruinue On Nell Palel +
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18d And ho .... ullsfled:are you wlln digllal ser .... 'ce compared LQ when yOu h:ld regular analog cable service~

("X" ONE BOX)
Much more Silltisfied wllh digilal 0 l"'l

Some-what more s31lsfied "'lIh dIgital. 0
Aboul equally sausf.ttl ...'ilh dlgltJl 0
Sorrn:what less sausried wllh dlgllal . 0 ,
Mudlleu satISfied with digital. .... 0 ,

19 PrIor 10 uSing your~ cable/gtellile TV provider In your CIJlTent Joc::uion. did your household subscribe
10.. ('·x·· ONLY O~"E BOX FOR EACH STATEMENT)

(AnOl.her) Cable TV pro .... ider

(AnOlher/ Saq::llile TV prOVider..

~
0,
0,

IF VES, COSTll'UE. IF NO TO BOTH. SKIP TO Q.:U l'---------..;....--_......:20_ Which Cable or Salellite prolilder if any. did )"our household subs.:ribe toJ..llitRI.J..2! 10 the one you"re using
nov." ("X" ONE BOX)

Cable TV Company "'amI'

o ,

0,
o
o ,
o ,
o
o
0,
o ,
o
0,

SafeWre TV Campen,' ~ame

o l"~

o
o
o
0,

o 0

...

DirccTV.
Dish Setwork (EchoStat) ..
Pegasus ,.
PrimestaT by DirecTV .'
Supef5W Satellue .
Other (SPECIFY)

o I"~

o ,
0,
o •
o
o
o
o •
o •
o
o

o ,...

lnslghl Communic,ulOns
local Telephone Compal1y
Jones Inlert:able
M.arcus Cable
MediaCom Commul1lcauons
Medll,One (ContinenL3.lj.
Mullimedia Cablevislon
RCN
TCA Cable Pannen
Tele-C:ommunication5 (Tel) ..
Time Warner Cable ..
Other (SPEClFY)

Adelphia CommuniCJllons. 0
AmeriC::l.Sl .... Ia Local

Telephone CompiJn)'
AT&T Cable S~rvlces

(TCl/MediaOne)
Bresnan Communications
CablevIslon Systems.
Cable One.
Century CommunICiJIIOns._

Choarter Communicanons.
Come-asl Cable ..
Cal Communications ..
F:l.lcon Cable
LcnfCSI Communlcaliol'\S ...

21 Over:lll. how 5iUisfied are you with your current Cabl~SalelliteTV provider compared 10 your previous
provider (THE O~E YOU "X'd" IN Q.20)" Thinking about your cum:nt Cable/Satellite TV pro\lider, would
you sa)' you are _("X" ONE BOX)

Much more ~tl$fied .... irh currell[ provider ..
SomeVr'hat morc sallsfied wilh currenl provider .
About equally s:Hisfied uh current proYider_.
Some...·hat less sausfied Ith current pronder ..
Much leu satisfied .... ilh cumnt provider.

o 1~9

o
o
o
o

22 Within !he next 1'2 months, is your hoousehold plal1ning 10.. ,''X'' ONE BOX UNDER EACH APPLICABLE
CATEGORY)

,
, }~(SKIPTO
~ Q.lSaJ

o l·lT

o
o
o

S.I,Uits TV Subtc:rihsrs
Subscnbe [0 cabl' TV .
SWllch to another ,alsUite TV company.
Su.y .... llh CUl'T'I!lnl provld.er
Discontlnue satellite TV service..

o j.~

0,

o , }~(SKIP TO
C • Q.l5o)

C.ble TV SubscribeD
Sub~C"T1be to s:uellite TV
S..... lt,h 10 another cable TV c:omp;:lnY
St;tl' .... llh CUlTCnt PTQvlder ..
Dlsconllnue c.able TV se-r\'lce ..

23 Which Cable or S:uellite provider ~ you likely to swllch 10 In Ihe ne:u l2 months ("X" O:"IE BOX)

Cable TV Company Name SlteUite IV ComD'Dv !'i.me

"-delphl:l CommunlCJllOnS

Amencasl VIa Local
Telephone Company.

'"T&T Cable Serl,lces
(TC!f."o1echaOne)

CablevlSlpn Sy"ems..
Cable One_
Charier COITlmUmcallons ..
CClmCast C.able ..
Co .... Communlcallons
Falcon C.:Ible

C

o
o
o
o •
o
o
c

ln~ulht Communications ..
M~lacQm Communlcauons
Mulilmedia CablevislOn.

RCN ..
Time Warner Cable.
Your Local Phone Company ...
Other (SPECIFY)

o l·B

0,
o
O.
o
O.

0,

,.R

DirecTV. . .
Dish Network (EchoSWI ..

Pegasu5 .
PrimestaT by DirecTV .
Suptl'lW SaIellile
Othco- (SPECIFY)

o I·"
C ,
o
c
C ,

o •

'OR

...........4XIEO:Q·: 8 +
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24 Wha.t are [he lop three re:l~ns you ....ould consider s...... itChlng your cuncnt Cable or Satellite TV pro ... ider In

the next !2 mOnlhs'" ("X" TOP) REASO:-":Sl

Ne ..... servIce has lhe ability 10 provIde all my commUnlcation needs (e.g cellular.
pagIng. Internet. long dlslance, etc"

Prices oHered by new proviaer
Fea[Un:s or !>Crvlces offered by ne..... ~ryice
SpeCIal 5UDSCnptlon or promotlon or"ferea b~ new .ierVICe
Ne .... service offe~ lo.... er pncetmsi for TV programs ..
Uoh:lpPY \l(llh current company's s.ervice
Wanled to lIy sOllellnc.

Wanted to try cable
Currenl !>er\flce doesn't offer 10C:11 programming
Wanted 10 tty something ne ......
New scr"icc proYldes bonus./(ree offers iln affiliated ser ices .
The number of charmelslprogrilms .1vailable
PrOVIder oHers superior picture :lnd sound qUa.lIlY'
Wanl more rellJoble ser .... ice/fewer outage~ ..
Want LO try digual cJble service
CUlTent company r:li~ed r:lles./cost of ser''-Ice .
ProVIder offers choice/vanelY of d'l:lnnelsJprograms 1 ..ant 10 ....·3Ich..
Orrers high speed Internet :l.ccess

253. Doc:s your oble compJn)' offer tocal andlor long distance telephone servlee?

o I·H

o
OJ
o
o
o
c ,
0,
o •
o 0

o l·~!

0,
o )
O.
C
o
o
o •

Ye~. cable Company offers telephone service .
No. cable company doc:s not offer lelephone service ..

o I\ul

OJ

2~b CUlTenlly In some iHeas, II ;5 posslblr for you 10 =hoo~ which company provides you with~
TELEPHONE SERVICE If you had the opportunity in your area. how likely would you be to switch to a
cable comp:l.ny to provide you wilh local telephone 1er"'lCe iI~umi.ng lhe rile you "",ould pay IS similar to what
you are paying no...... ") ("X'· 01\"E BOX)

Definitel) switch.
Probably switch.
Mighl SWlIch.

o 119

C
o

Probably nOI switch. 0
Deflnllely nat swilch.. 0
Alre3dy h<lve s\IoHched to a cable company 0

NOW WE'D LIKE YOU TO THINK ABOL'ISTERl"ETJON·LINE ACCESS.

~6 Do you or does an.'I'one in your hou~hold currently subscribe [0 InlcrnellOn-Line access al home for ptrlOgal
~'J ("X" ONE BOX)

Yes 0 1-1iO-7(SKJPTOQ.28> No 0 I -.+ (CONTI"lJE)

27 Ar~ you or 15 anyone In your household planning 10 subscribe La In[emetlOn-Llnt' access ill home tQr Of'rsonal
1:!.8 wilhia tbe Dcxt 12 mouths" ("X" Of'l"E BOX)

Yes 0 1-61 ~ (SKIP TO Q.31a)
,"0.. 0 1 ~ (SKIP TO INSTRUCTIONS BEFORE Q.J6a1

23 Is :vour household's IntemevOn·Line access pro'l'ided by _eX·' ONE BOX)

@Home.
AOL.
AT&T WorldneL.
CompuServc
EarthhnklM indSpring
MS~

o 1-6~

o
OJ
o
o
:::J

Prodie)'
..... nOlher uaditionallntemel ac:eess provider ..
YQur pmnary Lona Dist.ance Company ..
Your Local telephone company.
Your Local Cable company.
Anolher type of company

O,
o
o
o
o
0,

:!q Ho.... ItUn)' houn I. ....eelt ate you pern)nally on the Inlern~1 II borne fur pcnona! yle? ("X" ONE BOX)

Less Ihan 5 hours
5 to less. than 10 hours ...

o ,~

0,
10 to less than 20 hours .
20 hours or more ..

OJ
.. 0",

)0 Whallype of [ntmtIC( connecuon does your household use') ("X" ONE BOX)

Convenllon.a.l Phone Line

Hilh·Speed Cabie Modem
High-Speed DSL .
High·Speed ISDN
Salellile
High·Speed T1rT3IFi~td Wirt:less .

o
o
o
0,
o

~(cONTlSL'E)

} ~(SKJP TO Q.Jlbl

WW.lX IE0'79· I 9 (Plc:..uc Continue On Nel1 Pagc) +



10073366

+ +

J l;l High'speed [nteTnct access ciI,n be pro\"lded at speeds~ [00 times faster than current diall-up phone modc:1lS
If [hlS ser'o'u:e IS or becomes a ... allable ..... 1thlD the next YeaL ho ..... Ilkc:ly would you be 10 subst:nbe 10 hlgh'speed
[ntcmel access. ~[appro:llm3Icly S45 per month? C'X" ONE BOX)

E:uremeJy likely ..
Very likely
Somewhat likely

o 1-65

Cl
o

~Ol too like:l~ .
~Ol .1: all likely.

o •
C ,

IF NO ON·LINE ACCESS IN Q.26. SKIP TO Q.J6a.
IF CONVENTIONAL PHONE LINE "QJO. SKIP TO Q.J2.

IF HIGH·SPEED/SATElLITE ACCESS IN Q.JO. CO',.INUE WITH Q.3IB.

JIb How was your hjgh·s~ed access Installed? ("X" O:'\'E BOX)

Self-lnSt.1l1allon
InsLaJled by comp.any technician.

o J-n

o 1

r'\ecessary ~U1pmenUsoftware came .... ith computer
Self·insl3Jled .... ilh as.5iSl.ance from comp.. ny..

OJ
o

) Ic Using a J [0 10 point scale. where" r" is "Unacceptable", "10" IS ''OulsUinding'' And ".5" IS ··A ...c.rage", please
r;Lle your o ...erall experience \/r'ilh your high-speed ipstaUatioo? (ooX" ONE BOX)

3ld USing a I to 10 poinl sc~le here ''\"' is "Unacceptable", "10" is "Outstanding" and "S" IS "Avcrage", ptcase
rate your o ...erail cxperlence Ieh your hlgh'ipeed line Drmider-? ("X" O:-OE BOX)

unacceptable A ~erage Outstanding
• S Q 10

High-Speed Inslallation.
High·Speed Line Pro\'lder.

o
c

o
o

o
o c

o
o

o
o

o
o

o
o

o
o

o
o

,u,

] Ie Do you have more than one person31 computer using lhe same high-speed access line in )lour home")

Yes .. o I'U No o 1

]2. Ha ....e you or has anyone in your household ever I'T1.ade a personal local or long distance phone call over Ihe
Internet vi:::J a personal computer? (UX" ONE BOX)

Yes. o I~ No. 0,

J] Ho.... man)' limes In the past (j m013tbs ha ....e you \'isiled the .....ebsile of your Cable/Satellite PrtJ .... ider? (IF YOU
HAVE BOTH CABLE & SATELLITE TV. ANSWER ABOUT YOUR SATELLITE TV PROVIDER
WEBSITE Q~LY)

"OrTl~5 ViSited Cable/Satellite Provu1er Websile (IF NOSE WRITE" "0" AND SKIP TO Q..l6a1

3~ Whal "",ere the main reasons thai you visited lhe ......ebslte of your CablelSatellite TV provider')
("X" ALL THAT APPLY)

For lnform:l.[IOn on additional services offered. 0 1,70

To ply bill_. 0
To revle.... a bill 0
To Conl41C[ CU!>lorner SCT\-ICe 0

To change e~isting calling plan ..
0'..... (SPECIFY)

0,

o •
'"

]5 Using;] I 10 10 poinl s.cale, where 'T' is ·'Unaccepr.a.ble", 0010" IS "OutSllndlng" and "S" is ··A ....enge.. , ple3St
r;lIe your overall e.-;penence ....."h the ....ebsllC of yOUr CablcJSatellit.e TV provider? ("X" Ofl.j"E BOX)

Unaccepu,ble A'o'CTilge OUlSLandlng
I , 6 10

o o o o o o o o o i"l

'Ow WE'D LlK£: YO'; TO THINK ABOUT GETTING ,WLTIPLE SERVICES FROM
A SINGLE CO:vlPANY.

]641 Cu~nll)' In some MCti, illS poSSIble for Ihe.H:!I!S. company lO offer locallelephone, lon& distance telephone,
cable/utelhte TV, 'merncl/On-hne acceu and/or cellular services, If yOll had the opponunily, now likely
would )'OU be 10 switch.ill yOur currenl SUbsCTlpllon(s) LO Qt!f company eM[ offered all the SCT'Vlces lh.u ....ou
use'l ("X" O;..lE BOX) .

Extremely likel:-­
Very likely
Sorne .... hal llkel)- o '''r.. 0 1 (CO'lTINt:E)

OJ

NOI 100 likely
NOI a[ all li~Jy

.4.lready use~ company for all
my lelecommunJCallon needs_

~: }~ISK~TOQ'~)

+ W .....l.XIE07Q·1 10 ...
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)6b Please Indic:lle .....hich type: of company listed below you are mos11iltely 10 5el0::1 !2ulllhe local. long distance,
cableJs.a.teJhu: TV. Internet/On·line access and/or cellular services in )our household? ("X" O:"c'E BOX)

Long distance
Local telephone
Cable TV

Sa.te!lltc TV ..
CeJlularlPCS Telephone
P;t,glng

o.
o
0,

IMemet/On·line access ,..
Holm' Security Systems
Electric/Gas ...

o ,
o
o ,

36c \\'hy are }"OU [ikely 10 .:hoose this~ type of company for all your lelecommunlcatlon needs?
("X" TOP 3 REASONS.)

Convemence of having onc company for all my [clecOmmunlc3lian needs
Offers compeLill"'eJdi~ountedpflces
Receive iI smgle bill for alilelecommunLc3tion services ... _
Only need 10 contact one company wilh. ;Lny quesuon5lproblems ..
Easier lO use serVIces

CQmpan~ would consider ~ a more valuable cuslomer.
illS the masilechnologlcally 3l:JYanced provider of cableisatellllC: TV service.
It IS lhe induslry leader
ProVides the beSI ~er ... ice ..

o I·"
o ,
o
o •
o
o
[J ,

o
0-

~6-191t....
)7 Of lhe 5etvrce~ !iSled ~low. plene Indicale which ~ or more ,erVlces you would ideaUy like 10 include in a

poler.age: offered by one campan} ("X" ALL THAT APPL Yl

Long disl:mce.
Locallelephone
Cable TV
S,Jlellile T'v

Cellul3l'/PCS Telephone _..

o 1·1.

o
C
o •
o ,

PagTR&
!memevOn·Line a.ccess ..
Home Security S~\lems .
ElecU"lclGas _.....
Would NOl Bundle Any Services

o
o
o •
Cl ,
o 0

38 Think for a momenl aboul [he seniCI: provides you use no.... Using alto 10 poim scale......here ''I'' is
"Unacceplable". "10" is ''Outsta.nding'' and "5" ;5 "Ave~ge", please ratc eacb of the follOWing prOViders that
you use ("X" O~E BOX ACROSS F.QR EACH SER VICE YOU liSE)

Unaccepl.lble Avet3ge Ouut.'lnding
, , J , , • "

[nlernel Scrvice Provider 0 0 0 0 0 0 0 0 0 0 {U,

EleclrIC lItilily Provlder .. _ 0 0 0 0 0 0 0 0 0 0 [~~!

Cellul;vIPCS Provider 0 0 0 0 0 0 0 0 0 0 lu)

Long Dlstancc Provider. [J 0 0 0 0 0 0 0 0 0 lUI

Local Telephone Pro\·ldeT. 0 0 0 0 0 0 0 0 0 0 ~"I

)9a Are you aware of whether or nO( your current CablelSa[elllle pro... ider has el.pcrienced a merger or combined
with onc or more sepuale compames" ("X" ONE BOX)

Yes ..
No _

01.:10
0,

-'> (CONTINUE)
-'> (SKIP TO QAOl

J9b How did you flrI! find out abouilltis merger? ("X" Of'll"E BOX)

Company lilcl'1llurt'. mailouu. or billing inseru.
OUlSide SQurce.s such as media or word-af-mOulh ..

o 1-)1

o ,

39c WhOlI type' of change In service. If any, ha\e you experLen::ed as a resull of Ihis merger? C'X" O~ BOX)

+

PosllIve cflange In servIce .
Negauve changc in Sl:t"¥icc .
Hive nO! nouced a .:hange In service ....

11

o I·n
0,
o

(Please Conlln~ On Ntll Palel +
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THE FOLLOWING QUESTIONS ARE FOR CLASSIFICATION PURPOSES ONLY

40 Do you or anyone in your household own or operate an income producing bLlSiness from your l10me or
residence" (o'X" Of'l,"E BOX)

Ye~ .
No

o j.).l.

o l

~ (CONTll>UEI
~ (SKIP TO Q.421

41 On a~3ge. how many hours each week. Ifany. do you ClpeClto spend lclecommuung from home. mal is
workIng from home on work-rela~d 3CIlVltlCS for an employer over the "C~( 12 months? ("X" ONE BOX)

ohours per week 0 l·u 25...;.0 hours per week... 0 •
1-8 hours per week 0 2 Morc than 40 hours per week 0,
9·24 hours per week. 0 I

42 In lotal. how many diffcrenl phone numbers does your household hne? For example. )'0\1 could ha...c one
phone nu.mber for rn..along calls and anOlh~ Scpat.lIt phone number (or a fax or modem. C"X" Ot-OE BOX)

One 0 I·.P Three 0 ,
Two.. 0 l Four or morc·... 0 ..

43. Arc any of your Individu31 houschold phone lines dedic3led to jusl business ~') ("X" ONE BOX)

Yes 0 1-]' 1\;0 .... _.. 0 1

44 Do you or does anyone in your household own 3 personal computer? C'X" ONE BOX)

Yes. 0 I_J'J No 01

45 How many functioning TV sels does your household o ..... n"1 (WRfTE I'" "''UMBER) r4()...&tj

46 In a lypical week. how many hours are SpetH walchmg TV In your bou$ehold in total? How many of lhesc
hours are spent wau::hing TV on regular network. channels (such as ABC. CBS. NBC. FOX or PBS)? And
how many houn are spent on able-reilled channels (such as A&E. CNN. ESPN. HBO etc.) cxclud.ing
Pay-Per-Vicw movies or events? And about how many hour.; .....ould your household spend watching Ply-Per­
Vicw moYles and eve-nlS? (WRITE IN NlJMBER OF HOURS ROUNDED TO THE NEAREST HOUR FOR
EACH BELOWI

Toul TV VieWing Houn (42-4011

RegUlar Network: Hours

Cable Slllion houn (41-S01

Pay-Per-View hours (SL·Bl

473 ApprO... lmately 1'10" many videos (videotapes or DVD's) docs your household renl from iocal video stores in an
average monlh"1

(WRITE IN NUMBER) VIDEOS (54-56)

OJRural ..

47b Currenlly in some areas it is possible to order movies lhrough your Cable/SaicHile TV company for vlcwiftg.
Unlike Pa~-Per·Vie.... you can order your cnaice of movies [0 stan at a time conycnieftl to you. Have you ever
ord~ed a "Video.Qn-Dema.n.d·· from your UblelS&leJlitel1nternet provic1er':'

Yes 0 I·u No 0 2

47c. (f .. Video-On-Demand" ....ere available [0 you. ho..... liuly are you [0 order usine "Vidca-On.·Dernand" in the

ne~l J2 months"
Euremcly likely 0 l·u. NOll00 likely._ 0 4

Very likely.... 0 Not at ailliltel)'.. 0
Somewhal liltely.. 0

.i8 Would you describe your curren! loanan is ... C'X·· ONE BOX)

Urban. 0 IS? Suburban. 0 1.

49 How many ycvs havc you been II your ,"u~nr reSidence? (ROUND TO 11fE NEAREST YEAR)
ii'i19l

so. Please ;ndiC3le your gender· Male.. o ,... Femalc 0 2
61.1911

r-:==:-:::==:-:=-==-::=__--=-::=------------~ ...,
THASK YOU FOR HELPING WITH THIS IMPORTANT SURVEY! PLEASE REnJR.'1 THIS

COMPLETED QUESTIO!'o"NAIRE IN THE ENCLOSED POSTAGE PAID ENVELOPE.
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